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Suow DON'T TELL
Communicate your vision in an impactful and
meaningful way by creating experiences, using
illustrative visuals, and telling good stories.

Focus oN HUMAN VALUES
Empathy for the people you are
designing for and feedback from these
users is fundamental to good design.

EMBRACE EXPERIMENTATION
Prototyping is not simply a way to validate your
idea; it is an integral part of your innovation
process. We build to think and learn.

Bias TOWARD ACTION

Design thinking is a misnomer; it is more about
doing than thinking. Bias toward doing and
making over thinking and meeting.

D.MINDSETS

_C‘RAFT QLARITY
Produce a coherent vision out of messy
problems. Frame it in a way to inspire
others and to fuel ideation.

oo

Be MINDFUL OF PROCESS
Know where you are in the design
process, what methods to use in that
stage, and what your goals are.

o
RADICAL COLLABORATION
Bring together innovators with varied .
backgrounds and viewpoints. Enable .
breakthrough insights and solutions to X
emerge from the diversity. X
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an opportunity.
at do I create?

I have an idea.
How do I build it?

something new.
How do I evolve

‘ fine Ideas

nerate Ideas

4-1 Build Prototypes

4-2 Get Feedback
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Divergent Convergent Divergent Convergen

Thinking Thinking Thinking Thinking

5-1 Track Learning

5-2 Move Forward

’
The Design Think.ingprocesg
oscillates between divergent
and convergent thinking
modes. It can be helpful to be
aware of the mode for each.
step of the process.
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WHERE YOU ARE IN THE PROCESS WHAT’S IN THIS PHASE

1-1  Understandthe Challenge
1-2  Research the Problem
1-3  Gather Inspiration
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METHOD
Assume a Beginner’s Mindset

WHY assumea beginner’s mindset

We all carry our experiences, understanding, and expertise with us. These aspects of yourselfare
ncredibly valuable assetsto bring to the design challenge - but at the right time, and with intentionality.
Your assumptions may be misconceptions and stereotypes, and can restrict the amount of real empathy
you can build. Assume a beginner’s mindset in order to put aside these biases, so that you can approach a
design challenge afresh.

HOW toassumea beginner’'s mindset

Don't judge. Just observe and engage users without the influence of value judgments upon their actions,
circumstances, decisions, or “issues."

Question everything. Question even (and especially) the things you think you alreacy understanc. Ask
questions to learn about how the user perceives the world. Think about how a 4-year-old asks “Why?"
about everything. Follow up an answer to one “why" with a second “why.”

Be truly curious. Strive to assume a posture of wonder and curiosity, especially in circumstances that seem
either familiar or uncomfortable.

Find patterns. Look for interesting threads and themes that emerge during your discavery.

Listen. Really. Lose your agenda and let the scene soak into your psyche. Absorb what people say to

you, and how they say it, without thinking about the next thing you’re going to say.
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WHERE YOU ARE IN THE PROCESS

e

WHAT’S IN THIS PHASE

2-1 Captureyour Learning
2-2 Search for Meaning
2-3 Frame Opportunities
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WHY storyshare-and-capture

Ateam share serves at least three purposes. First, it allows team members to come up to speed about
what different people learned in the discovery phase. Even if all the team members were present for the
same discovery work, comparing how each experiencedit is valuable. Second, in listening and probing for
more information, team members can draw out more nuance and meaning from the experience than you
may haveinitially realized. Thisstarts the synthesis process. Third, incapturing eachinteresting detail of
the discovery work, you begin the space saturation process.

HOW tostoryshare-and-capture

Unpack observations and air all the stories that stick out to you about what you saw and heard during your
discovery work. Eachmember in the group should tell user stories and share notes while other members
headline quotes, surprises, andother interesting bits - one headline per post-it. These post-its become part
of the team’sspace saturation, andcanalsobe physicallygroupedtoilluminate themeand patternsthat
emerge (See “Saturate and Group” method card). The end goal is to understand what is really going on with
the challenge and create an actionable problem statement that reframes the problem and guides the|
ideation process.




METHOD
Saturate and Group

WHY saturateand group

You space saturate to help you unpack thoughts and experiences into tangible and visual pieces of
information that you surround yourself with to inform and inspire the design team. You group these
findings to explore what themes and patterns emerge, and strive to move toward identifying meaningful
peeds and insights that will inform your design solutions.

HOW tosaturate and group

Saturate your wall space (or work boards) with post-its headlining interesting findings (see “Story Share-and-
Capture") plus pictures from the field of users you met and relevant products and situations.

In order to begin to synthesize the information, organize the post-its and pictures into groups of related
parts. You likely have some ideas of the patterns within the data from the unpacking you did when
producing the notes. For example, you may have seen and heard many things related to feeling safe, and
many things regarding desire for efficiency. Within the group of 'safety’, go beyond the theme and try to see
if there is a deeper connection that may lead to an insight such as "Feeling safe is more about who | am with
than where 1 am”. Maybe there is a relation between groups that you realize as you place items in groups -
that safety is often at odds with users' desire for efficiency. Try one set of grouping, discuss (and write down)
the findings, and then create a new set of groups.

The end goal is to synthesize data into interesting findings and create jnsightswhich will be useful to you in
creating design solutions.

It is common to do the grouping with post-its headlining interesting stories from discovery work. But
grouping is also useful to think about similarities among a group of products, cbjects, or users.




METHOD
“How MIGHT WE” QUESTIONS

WHY create how might we questions

“How might we™ (HMW) questions are short questions that launch brainstorms. HMW fall out of your
point-of-view statement or design principles as seeds for your ideation. Create a seed that is broad enough
that there are a wide range of solutions but narrow enough that the team has some helpful boundaries. For
example, between the too narow "HMW create a cone to eat ice eream without dripping™ and the too
broad "HMW redesign dessert” might be the properly scoped "HMW redesign ice cream to be more
portable™ It thould be noted, the the proper scope of the seed will vary with the project and how much

progress you have made in your project work

HOW to generate how might we questions

Begin with your Paint of View (POV) or problem statement. Break that larger challenge up into smaller
actionable pieces. Look for aspects of the statement to complete the sentence, "How might we_" It is
often helpful to brainstorm the HMW questions before the solutions brainstarm For example, consider
the following POV and resulting HMW statements.
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MmD
Point-of-View Madlib

12T

WHY usea POV madlib

Apoint-of-view (POV) is your reframing of a design challenge into an actionable problem statement that
will launch you into generative ideation. A POV Madlib provides a scaffolding to develop your POV. A
good POV will allow you to ideate in a directed manner, by creating How-Might-We (HMW) questions
based on your POV (see “Facilitating Brainstorms™). Most of all, your POV captures your design vision -
your responsibility and opportunity as a designer is to discover and articulate the meaningful challenge.

HOW tousea POV madlib
Use the followingmadliptocapture and harmonize three elementsof a POV: user, need, andinsight.
[USER) needs to [USER'S NEED) because [SURPRISING INSIGHT]

Use awhiteboard or scratch paperto try out 2 number of options, playing with each variable and the
combinationsof them. The need andinsight should flow from your unpacking and synthesis work.
Remember, ‘needs’ shouldbe verbs, and theinsight typically should not simply be a reason for the need, but
ratherasynthesized statement that youcan leverage in designing asolution. Keepitsexy (it shouldintrigue
people) and hold the tension in your POV.

For example, instead of “A teenage girl neecs more nutritious food because vitamins are vital to good health"
try “A teenage girl with a bleak outlcok needs to feel more socially accepted when eating healthy food,
because in her hood a social risk is more dangerous than a health risk.” Note how the latter is an actionable,
and potentially generative, problem statement, while the former is little more than a statement of fact, which
spurs little excitement or direction to cevelop solutions.
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METHOD
POINT-OF-VIEW ANALOGY
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WHY use a POV analogy

A point-of-view (POV) is your reframing of a design challenge into an actionable problem statement that
will launch you into generative ideation. A POV Analogy canbe a concise and compelling way to capture
how you define the design challenge (your POV!). A good analogy will yield a strong directive of how you
go about designing the final solution.

HOW to use a POV analogy

Use concise analogies to distill ideas. Metaphors and similes can encapsulate your insights in a rich picture.
Discover metaphors from the work you do in synthesizing information, and looking at analogies between your
user’s situation and other areas.

For example, one metaphor from industry is:

“Personal music player as jewelry,”

which provides the directive for creating the iPod. Lookingat the headset as jewelry, rather than simply
speakers, allows the designer to create a product that users will enjoy as a projection of themselves, rather
than merely autilitarian device. You canimagine this could have been seeded byaninsight about how a user
views her music collection - that “heridentity is linked to the bands she listens to, and her relationships are
bolstered by shared musictaste.”

A metaphor can also be embeddedinto a more comprehensive POV.

For example youmay create the following POV:

“A works-hard-plays-hard young professional needs to be motivated at work with a job thatis morelike a
first-person-shooter than Tetris.”
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Ideation

WHAT’S IN THIS PHASE

3-1 Generate Ideas
3-2 Refine Ideas
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Brain-
storming
Rules

These seven rules will make
your brainstorming session
focused, effective and fun.
Introduce them at the start of
every brainstorm, even if they
merely serve as a reminder
for experience participants.

Deferjudgment. There are no bad ideas at
this point. There will be plenty of time to
narrowthemdownlater.

Encourage wildideas. Evenifanidea
doesn’tseemrealistic,itmaysparkagreat
idea forsomeone else.

Build on the ideas of others.
Think “and” rather than “but’

Stay focused on topic. To get more out of
your session, keep your brainstorm question
in sight.

One conversation at a time. All ideas need
tobe heard, sothatthey maybe builtupon.

Bevisual. Drawyourideas, asopposed
to just writing them down. Stick figures
and simple sketches can saymorethan
manywords.

—
.
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Go for quantity. Set an outrageous goal—
then surpassit. The bestwaytofind one ‘
good idea is to come up with lots ofideas.
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WHY stoke

Stoke activities help teams loosen up and become mentally and physically active. Use stoke activities when

energy is wavering, to wake up in the morning, to launch a meeting, or before a brainstorm.

HOW to stoke

Do an activity that gets your creativity going and increases your team members’ engagement with each
other. A good stoke activity not only increases energy but also requires each person to actively engage,
listen, think, and do. For example, when playing Pictionary you must watch a teammate drawing, listen to
other teammates guessing the answer (allowing you to build on those ideas), think of what the answer might
be, and call out guesses yourself. Keep the activity brief (5-10 minutes) and active so you can jump inta..
your design work after. Many impray games are good stoke activities, Try one of these:

Category, category, die! Line folks up. Name a category (breakfast cereals, vegetables, animals, car
manufacturers). Point at each person in rapid succession, skipping around the group. The player has to
name something in the category. If she does not, everyone yells “die!!"™ and that player is out for the round.

Sound pall_Stand in a circle and throw an imaginary ball to each other. Make eye contact with the person
you are throwing to, and make a noise as you throw it. The catcher should repeat the noise while catching,
and then make a new noise as he throws to next person. Try to increase the speed the ball travels around
the circle. Add a second ball to the circle to increase each person’s awareness.

"Yes, Let’s™ Everyone walk around the room randomly, and then one person can make an offer: “Let's act
likewe'reallatabicthday party, " “Let'sbebabybirds, or “Let'sactlikewedon'tunderstand gravity.”
Then everyone should shout inunison the response, “Yes, let's” and proceed to take the directive by
acting it out. Atanytimesomeoneelsecanyelloutthe nextoffer. The answer isalways, “Yes, let’s!"

w 27 o photo: Qigho!Janes Wilgui




METHOD
Facilitate a Brainstorm

WHY facilitate a brainstorm

Good facilitation is key to a generative brainstorm. You brainstorm to come up with many, wide-ranging
ideas; a good facilitator sets the stage for the team to be successful doing this.

HOW tofacilitate brainstorm

ENERGY - As the facilitator it is your task to keep the ideas flowing. Perhaps the most important aspect of
a successful brainstorm is the seed question that you are brainstorming about (see the “How Might We"
method card for more information). During the brainstorm keep a pulse on the energy of the group. If the
groupisslowing downor gcttmg stuck make an adjustment Createavariation to the “How- mught

of time),. Or have a few provocative ideasin your back pocket that you can lob in to re- energrze the tcam

CONSTRAINTS - Add constraints that may spark new ideas. “What if it had to be round?," “How would
superman doit?,” "How would your pet design it?,” “How would you design it with the technology of 100
years ago?” Additionally you can create process constraints. Try putting a time limit on each how- might-
we statement; shoot for 50 ideas in 20 minutes.

SPACE - Be mindful about the space in which you conduct a brainstorm. Make sure that there is plenty of
vertical writing area. This allows the group to generate a large number of potential solutions. Strike a
balance between having a footprint that is big enough for everyone, but also is not so large that some
people start to feel removed. A good rule of thumb is that all members of the group should be able to
reach the board in two steps. Also, make sure each person has access to sticky notes and a marker so they
can capture their own thoughts and add them to the board if the scribe cannot keep up with the pace. (See
more about scribingonthe “Brainstorming” methodcard.)




METHOD
Selection

WHY brainstorm selectionisimportant

Your brainstorm should generate many, wide-ranging ideas. Now harvest that brainstorm, so those ideas
don’t just sit there on the board. Harvesting is straight forward for some brainstorms (pick a couple of
ideas), but when ideating design solutions give some thought to how you select ideas. Carry forward a
range of those ideas, so you preserve the breadth of solutions and don't settle only for the safe choice.

HOW to select

In the selection process, don't narrow too fast. Don't immediately worry about feasibility. Hang on to the
ideas about which the group is excited, amused, or intrigued. An idea that is not plausible may still have an
aspect within it that is very useful and meaningful.

Different selection techniques can be used, including these three:
Post-it voting - each team member gets three votes and marks three ideas that he or she is attracted to.
Independent voting allows all team members to have a voice.
The four categories method - the method encourages you to hang onto those crazy but meaningful
ideas. Electone or two ideas for each of these four categories: the rational choice, the most likely to
delight, thedarling, and thelongshot.
Bingo selection method - like the four categories method, this is designed to help preserve innovation
potential. Choose ideas that inspire you to build in different form factors: a physical prototype, a
digital prototype, andanexperience prototype.

Carry forward multiple ideas into prototyping. If an idea is so far out there that it seems pointless to test,
ask yourselves what about that solution was attractive, and then test that aspect or integrate it into a new
solution.
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WHERE YOU ARE IN THE PROCESS WHAT’S IN THIS PHASE

4-1 Make Prototypes
4-2 GetFeedback
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METHOD
Impose Constraints

WHY impose constraints

It is a bit counterintuitive, but imposing constraints with intention can actually increase your creative
potential. Try it: Think of as many white things as you can in ten seconcs. Now think of white things in your
kitchen. Did the more constrained prompt spark more ideas?

HOW 1o impose constraints

There are many times throughout the design process when imposing constraints can help you be a more
successful designer. However, being conscious of what filters you place on your design process, and when,
isveryimportant. Imposing a specific constraint on your idea generation is different than rejecting ideas
because of pre-conceived notions of what you are trying to make.

Three areas where imposing constraints can be useful are in ideation, in prototyping, and with time:
IDEATION: During 2 brainstorm, or when you are ideating with a mindmap, temporarily add a constraint.
This constraint might be “What if it were made for the morning?” or “How would McDonald's do it2l, Keep
thisfilteron the ideation foraslong as it is useful. (For more, see the “Facilitate a Brainstorm™card.)
PROTOTYPING: In prototyping, particularly in early stages, you build to think. That is, you reverse the
typical direction - of thinking of an idea and then building it - to using building as a tool to ideate. Youcan
increase the output of this process by imposing constraints. Constrain your materials to push toward
faster, lower resolution prototypes and increase the role of your imagination. Developing a checkout
service? Rrotosype it with cacdboasd, Bost:its.anda Shaspie,. Making a mobility device? Do it with
cardboard, Post-its and a Sharpie. Designing an arcade game? Lardhoard, Past:its. Shampie,

Acditionally, as with brainstorming, put constraints on the solution itself.

How might you design it . . . for the.the blind? Withou usog plasiicl ¥Gihin. the space.of A0 eleaiarl
TIME: Create artificial deadlines to force a bias toward action. Make two prototypes in an hour.
Brainstorm intensely for 20 minutes. Spend three hours with users by the end of the weekend. Develop a
draft of your point-of-view by the end of the hour.

A shonz: Sl O




METHOD
Prototype to Test

WHY prototypetotest

Prototyping to test is the iterative generation of low-resolution artifacts that probe different aspects of
your cesign solution or design space. The fundamental way we test our prototypes is by letting users
experience them and react to them. In creating prototypes to test with users you have the opportunity to
examine your solution decisions as well as your perception of your users anc their needs.

HOW toprototypeto test

Think about what you are trying to learn with your prototypes, and create low-resolution objects and
scenarias which probe those questions. Staying Low-res allows you to pursue many different iceas you
generated without committing to a direction too early on. The objective s not simply to create a mock-up
or scale mocel of your solution concept; it is to create experiences to which users can react. Bring
resolution to the aspects that are important for what you are trying to test, and save your efforts on other
aspects. You also need to think about the context and testing scenario you will create to get meaningful
feedback. It is not always the case that you can just hand an object to somecne on the street and get real
feedback. Test in the context that your solution would actually be used (or approximate the important
parts of that context). For example, if you are creating a consumer food storage system, let users test it in
their kitchens at home - some of the nuanced but important issues will cnly emerge there.

Some tips for prototyping to test:

Start building. Even if you aren't sure what you’re doing, the act of picking up some materials (paper, tape,
anc found objects are a good way to start!) will be enough to get you going.

Don't spend too long on one prototype. Move on before you find yourself getting too emotionally
attachedtoanyone prototype.

Build with the user in mind. What do you hope to test with the user? What sorts of behavior do you
expect? Answering these questions will help focus your prototyping and help you receive meaningful
feeddackin the testing phase.

ID a variable. Identify what's being tested with each prototype. A prototype should answer a particular
questionwhentested.

A= x)‘_" XD




METHOD
Testing with Users

WHY test with users

Testing with users is a funcamental part of a human-centerec design approach. You test with users to
refine your solution and also to refine your understancing of the people for whom you are designing. When
you test prototypes you shoulc consider both their feedback on your solution and use the opportunity to
gain more empathy. You are back in a learmning and empathy mode when you engage users with a

prototype.
HOW totestwith users

There are multiple aspects to be aware of when you test with users. One is your prototype, two is the
context and scenario in which you are testing, three is how you interact with the user during testing and
four is how you observe and capture and consider the feedback.

In regard to the first two aspects, you need to test a prototype in a context that give you the best chance
for meaningful feedback; think about how the prototype anc the testing scenario interact. |f the prototype
is a scenario, think about how to fing the proper pecple (i.e. users relevant to your point-of-view) and get
them in the right mindset so that you get genuine feedback.

Roles

During the testing itself, use intentional team roles, as you woulc with empathy work:

Host: You help transition the user from reality to your prototype situation and give them the basic context
they need to understand the scenario (con't aver-explain it, let the user discover through the experience).
As the host, you will also likely be the lead questioner when the time comes.

Players: You often neec to play certain roles in the scenario to create the prototype experience.
Observers: It is very important to have team members who are solely observers, watching the user
experience the prototype. If you don't have enough people to run the prototype anc observe, videotape
the testing.

Brocedure
Use a deliberate procedure when you test.

1. Let your user experience the prototype. Show dop’t tell. Put your prototype in the user's hands (or
your user in the prototype) and give just the minimum context so they understand what todo. Don't
explain your.thinking or reasoning for your prototype.

2. Have them talk through their experience. For example, when appropriate, as the host, ask “Tell me
what youare thinking as you are doing this."

3. Actively observe, Watch how they use {and misuse!) what you have given them. Don't immediately
“correct”whatyourusertesteris doing.

4. Follow up with questions. This is important; often this is the most valuable part of testing. “Show me
why this would [not] work for you." “Can you tell me more about how this made you feel?™ “Why?"
Answer questions with questions (1.8 “well, what co you think that button does").
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METHOD
Prototype toDecide

WHY prototypetodecide

Often during the design process, it's unclear how to proceed forward, particularly when a team reachesa
forkinitsdecision tree. A prototype can frequently resolve team disagreements and help a team decide
which design direction to pursue without having to compromise. The best waytoresalveteamepnilicts.
bout design elements isto prosotype apd exaluase them with users. Making and evaluating a prototype
can be the best way to inform design decisions. If an idea has been prototyped and passes muster with the
group, it'sagood sign that the idea is worth pursuing further.

HOW toprototypetodecide

Staying as low-resclution as passible, develop models of potential design candidates. Be sure to distil the
design problem down to discrete elements so you can isolate and be mindful of the variable you are
testing. Then try out the prototypes within your team, outsider peers, or, even better, take your prototypes
to users and get their feecback.




METHOD

Feedback Capture Grid

WHY useafeedback capturegrid

Use a feedback capture gric to facilitate real-time capture, or post-mortem unpacking, of feedback on
presentations and prototypes - times when presenter-gritigues interaction is anticipated. This can be used
either to give feedback on progress within the design team or to capture a user’s feedback about a
prototype. You use the grid because it helps you be systematic about feedback, and more intentional
about capturing thoughts in the four different areas.

HOW touseafeedback capture grid

1. Section off a blank page or whiteboard into quadrants.
1. Draw a plus in the upper left quadrant, a delta in the upper right quadrant, a question mark in the lower
left quacrant, anc a light bulb in the lower right quadrant.

It's pretty simple, really. Fill the four quadrants with your or a user's feedback. Things one likes or finds
notable, place in the upper left; constructive criticism goes in the upper right; questions that the experience
Rised go in the lower left; ideas that the experience or presentation spurred go in the lower right. If you
are giving feedback yourself, strive to give input in each quacrant (especially the upper two: both “likes"

and “wishes").
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WHERE YOU ARE IN THE PROCESS WHAT’S IN THIS PHASE

5-1 TrackLearnings
5-2 Move Forward
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